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We don’t believe in: 

• Stacking 

• Tracking 

• Scheduling 

• Letting work pend (waiting to be done) 

• Pass work from person to person 

• Multiple interactions with families  

• Losing documents & tasks 

• Individual & different processes 

• Repeating our mistakes 
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We do believe in: 

Delivering everything our decision-maker 
needs to know to complete a client case at 
the point of sale—i.e., first contact 

• First contact person must be a 
 decision-maker 
• We need partners to educate customers 

on how to effectively interact with us 
• Problems First 
• Customer Experience 
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What we did: 

• Redesigned the Service Delivery Process 

• Decision Maker First Point of Contact 

• Informed Choice 

• Customer Volume Management 

• Same Day Service 

• Created a single consolidated product (Starbucks) 

• Created a business prioritization model 

• Created performance accountability  

• Touching work only when an action needs to be taken 

• Created a statewide Universal Workforce 
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Supplemental Nutrition Assistance Counters High Unemployment -- Sheila Zedlewski from the Urban Institute 
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Next (and continuing) Steps: Keep Changing! 

• Improve program/policy integration  

• Enhance local partnerships: roles & framework 

• Seek alignment in Federal Programs  

• Create and enhance automated decision making 

• Increase self-service functions 

• Modify processing center functions 

• Improve the Universal Workforce 

• Automate verifications 

• Strengthen Agile Development “Thinking” 

• Maintain ‘Informed Choice’ within technology add-ons 

• Create Longitudinal Data Mart  

• Improve cross agency coordination of processes  



Questions?  
 

 

 
 


